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Summary 

The Family Liaison Office (FLO) conducted a Survey of Employees and Family 
Members to measure satisfaction with FLO programs and services; better 
understand the needs of the Foreign Service community; and aid in identifying 
needs, prioritizing resources, and shaping programs. The survey focused 
exclusively on providing feedback on FLO's client services and not the 
Community Liaison Office (CLO) Coordinator's services overseas, which are rated 
through the ICASS survey. Respondents were also offered the opportunity to give 
narrative comments. 

The survey was open from October 1 1 through December 2, 2013 and 2,562 U.S. 
government employees and their family members from all agencies serving under 
Chief of Mission authority participated. More than half of the respondents (56 
percent) were U.S. government employees with nearly three out of four 
respondents affiliated with the Department of State. 

Key findings from the survey: 

1. FLO's services are consistent with what employees and their families consider 
important when bidding on assignments. 

2. Most respondents rated FLO's services as good or excellent. 

3. Narrative comments underscore a cross-cutting interest in employment services, 
communications, crisis support, and Community Liaison Offices (CLOs). 

> Respondents' top 3 FLO services mirror top 3 bidding considerations. 

Respondents ranked the following FLO services as the most important: 1) 
child-related issues; 2) employment opportunities for a spouse/partner, and; 3) 
security. These services overlap with their top three quality of life issues when 
bidding on assignments: 1) education and/or youth services; 2) family member 
employment, and 3) crisis management. 
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> FLO's services were highly rated. 

More than half of respondents rated family member employment, crisis 
management, support for unaccompanied tours, and education and youth services 
as excellent or good. Respondents rated services using the scale excellent, good, 
average, fair and poor. 
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More than half of survey respondents ranked FLO's family member employment 
services as most important to them. Employment was also the most common 
reason participants interacted with FLO in the past five years. Contacts related to 
employment were reported twice as often as those related to education and youth, 
the second most common reason for contact. 



Of FLO' s employment programs and resources, respondents were most familiar 
with the Family Member Employment Report (FAMER), a post-specific overview 
of employment both inside and outside the mission; the Expanded Professional 
Associates Program (EPAP), which provides 186 professional level Foreign 
Service positions to U.S. citizen Eligible Family Members (EFMs) serving 
overseas; Family Member Appointments; Bilateral Work Agreements; and the 
Global Employment Initiative (GEI), which provides career development and job 
search assistance to EFMs overseas. 

The survey revealed interesting results regarding awareness of FLO programs. 
More than three-fourths of participants, 77 percent, learn about FLO and its 
services through CLO Coordinators, the Overseas Briefing Center, their sponsoring 
agency, and Foreign Service Institute courses. However, nearly 40 percent of the 
survey participants were not aware that FLO has an Internet website which houses 
over 90 percent of its resource information. Respondents expressed a preference 
for receiving FLO information via email, CLOs, and FLO's internet site. 

> Narrative comments reveal common interests that crosscut all demographics. 

Narrative comments were concentrated in four areas: 1) employment services; 
2) communications; 3) crisis support, and 4) Community Liaison Offices 
(CLOs). These areas were consistent across nearly all demographics (i.e. 
marital status, number of tours, grade, and agency affiliation). Employment 
services earned the greatest number of comments across most demographics. 




> Next Steps 



Survey results confirmed that FLO continues to provide programs and services that 
meet the needs of the Foreign Service community. The analysis of the responses to 
both closed and open-ended questions enabled FLO to define a number of next 
steps for advancing its programs and initiatives in programmatic areas: 

Outreach Efforts 

Because many survey participants were unaware of FLO' s Internet website, FLO 
has begun ramping up its marketing in a variety of ways to include the message 
about our web resources, including presentations at FSI courses, briefings, and 
CLO trainings. In addition, FLO will continue its outreach through its weekly e- 
newsletter, FLO Weekly, and through social media, including expansion of eFLO, 
FLO's social network site. 

Family Member Employment 

More than one third of the open-ended responses dealt with family member 
employment, most specifically about the challenges of maintaining a career and 
difficulty finding viable work overseas, both within the mission and on the local 
economy. 

To expand the usefulness and reach of its Family Member Employment Program, 
FLO: 

• Initiated a series of interactive webinars on specific EFM employment topics 
such as FSI's Distance Language Learning Program, Understanding the 
Federal Job Application Process, Expanded Professional Associates 
Program {EPAP), Security Clearances, and the new Appointment Eligible 
Family Member Consular Adjudicator Program (AEFM/CA). 

• Now offers two application periods for qualification to EPAP. 

Future endeavors: 

• Host an EFM Employment Forum, in conjunction with USAID, FSI, and 
other groups. 

• Create a Federal Resume/Job Application online module. 

• Develop consistent client materials/resources for the Global Employment 
Initiative (GEI) and an analysis of regional service coverage. 

• Continue advocacy for development and expansion of new family member 
employment initiatives such as the AEFM Consular Adjudicator program 



• Explore linkages with private sector companies to enhance family member 
employment options and expand telework opportunities. 

• Continue to engage with bureaus within the Department of State to assess 
the security clearance process for family members and communicate clear 
guidelines. 

• Promote the benefits of hiring family members with noncompetitive 
eligibility. 

Crisis Management/Evacuation Resources 

There were also numerous comments regarding the need for more communication 
about Crisis Management and Support services. Many respondents were not 
aware that FLO provides services in four main areas: Post Crisis, Personal 
Preparedness, Divorce, and Personal Crisis. 

The majority of open-ended responses to the Crisis Management and Support 
services portion of the survey related to the Post Crisis section, specifically to 
evacuations. For example, during a crisis, some respondents found that information 
is difficult to locate and digest. Additionally, much of it is oriented to Department 
of State employees and family members; this means evacuees from other agencies 
don't always receive information they need quickly. 

To address these concerns, FLO has: 

• Revamped its evacuation webpages so that evacuation information is more 
easily accessed. 

Future endeavors: 

• Develop a series of communications to evacuees that clearly define next 
steps in their relocation, application for allowances, and resources for 
logistics during a stressful, sudden departure from post. 

• Maintain an updated list of contacts and resources to immediately provide to 
evacuees from other agencies outside of the Department of State. 

• Look for additional ways to convey current information on personal 
preparedness, to include more online resources and presentations. 

Unaccompanied Tour Support Services 

General survey as well as open-ended survey responses regarding FLO's 
Unaccompanied Tour (UT) support services confirmed a very high level of 
familiarity with, use, and opinion of resources. Although high numbers of clients 



use these services before and during their unaccompanied tour, only a small 
percent used them after their tour was complete. About half of the respondents 
knew about counseling services available through FLO's contract with MHN, a 
managed health network specializing in behavioral services. Responses to open- 
ended questions indicated that those experiencing an unaccompanied tour would 
like to see more support for those outside the Washington, DC area and that more 
direct contact/services would be beneficial. 

Future endeavors: 

• Explore new strategies for connecting with UT families in need of FLO 
services and programs. 

• Use the FLO Internet website, blog, newsletter and other Foreign Service 
social media to convey timely information and promote available UT 
resources for employees and family members. 

• Increase use of webinars to address specific topics and concerns. 

Education and Youth 

Overall ratings for Education and Youth were quite high. Information on 
Washington-based K-12 education options was particularly well received by 
respondents. Open-ended responses showed that there is some confusion 
distinguishing the role of FLO's Education and Youth services from those 
available through the Office of Overseas Schools. Responses also indicated that 
many people are confused about the Special Needs Education Allowance (SNEA) 
process and that CLOs could use more training and information on education 
options. 

Future endeavors: 

• Work with its clients to clarify which offices perform which roles in the 
Department related to education allowances, special needs support, and other 
educational services provided to families. 

• More widely promote the specific services FLO provides, such as advising 
on boarding school options, assistance in returning to Washington, DC area 
schools, homeschooling, and curriculum differences in both the international 
and domestic arenas. 

• Update CLO training materials to further clarify the CLO's role at post in 
identifying education options for families. 



Going Forward 

Responses to the open-ended questions provided tremendous insight into specific 
topics not covered elsewhere in the survey, such as strengthening the worldwide 
CLO program, and addressing the concerns of singles and tandems in the Foreign 
Service. FLO will use the results of this survey as a baseline for conducting regular 
surveys going forward. Additional surveys will give FLO the opportunity to further 
investigate specific client areas of concern. 



